	
	
	



	
	
	



Hatherleigh Pre-School CIO  

Complaints Policy

We aim to offer a welcome to each child and their family, and to provide a safe, warm and caring environment in which all children can learn and develop as they play. Children and parents/carers will be treated with courtesy and respect. Our intention is to work in partnership with parents/carers, and we welcome suggestions on how to improve our group at any time.

Informal Complaints
Parents/carers who are uneasy about any aspect of the group’s provision should discuss their concerns informally with staff before resorting to any formal procedures. Informal complaints are those which are not submitted in writing but are communicated verbally to the staff or trustees. They are resolved without the need for formal procedures and actions. 

1. Complaints to the Manager(s) Complaints should normally be directed first to the Manager(s) whose duties include managing other staff. Complaints about administrative issues (finance, booking a child into specific sessions, etc) should be made directly to the administrator. Most complaints can be effectively resolved at this stage.
a. Explanation & Clarification. Some complaints stem from misunderstanding or miscommunication. These can generally be resolved by Manager(s) clarifying a point of confusion or explaining the reasons for something being done in a particular way.  
b. Informal Resolution. Other complaints raise concerns or issues that haven’t been (sufficiently) addressed by the pre-school staff/committee. These can usually be resolved by the Manager(s) handling them directly (or raising them with the committee if necessary) and finding a solution that benefits all concerned.
c. Serious Allegations. Where a complaint relates to child safety or potential serious misconduct by staff, the Senior Play Leader(s) may advise that a formal complaint should be made. Complaints about child safety should be made to the pre-school’s Designated Safeguarding Lead (DSL: Jenny May); see the policy on Safeguarding Children. They can also be made to Ofsted (0300 1234666 or enquiries@ofsted.gov.uk), or to Devon’s Multi-Agency Safeguarding Hub (0345 1551071). Complaints about potential serious misconduct by staff will be handled in line with procedures in the policy on Staff Grievance & Disciplinary Action.

2. Complaints to the Trustees. The pre-school is a charitable incorporated organisation. In law, the trustees employ the staff, and the Chair acts as line manager to both the Manager(s) and the administrator. If a parent/carer isn’t satisfied with how their complaint has been dealt with by the Manager(s), or if it concerns the Manager(s), they should raise it with the committee Chair.
 
3. Record of Complaints. Where a parent/carer has a complaint that needs resolution, or raises a significant concern, this should be noted by the Manager(s) or trustee Chair in a complaint log. To protect confidentiality, each entry should be on a separate page. The log will detail the source of the complaint; the basic nature of the complaint, together with details; how the complaint was dealt with; and what actions or outcomes emerged. It should be signed and dated and filed securely. The complainant may see it on request.  



Formal Complaints

Where complaints have not been satisfactorily resolved by informal means, or where they involve child safety or serious potential misconduct by staff, parents/carers should make a formal complaint. The procedures for this are based on the statutory guidelines for staff grievances (see the policy on Staff Grievance & Disciplinary Action).

1. Complaints to the Trustees. Formal complaints should be made in writing and addressed to the Chair of the pre-school trustees. They can be handed in person to the Manager(s), or posted or emailed to the pre-school. 
[bookmark: _Int_EZ2Nmvyu]a. Written Complaints. Parents/carers should explain their concerns in enough detail for circumstances to be investigated and action to be taken. The letter/email should outline the specific nature of each complaint, and why it causes concern (even if this appears obvious). It should also mention whether or not a complaint has already been made informally. Complaints may be made anonymously, but this makes it more difficult for a satisfactory resolution to be achieved. A record of all written complaints will be kept for five years.
b. Investigation. The Chair should inform the trustees that a complaint has been made and authorize an investigation by a suitable person. (Depending on the complaint, this might be the Chair him/herself, the Manager(s), the SDO, another trustee, or someone from outside the pre-school (e.g. Devon Early Years Childcare Advisor.)
• The investigator may wish to meet with the complainant. The purpose of such a meeting would be to establish facts, not to defend the pre-school. The parent/carer should feel free to be accompanied at such a meeting by a companion and would be invited to explain their complaint and make suggestions on how they think it should be resolved.
• The investigator should make (and keep) notes of all meetings and should submit a written report to the trustee at the end of their investigation. 
c. Meeting. The trustees should meet to discuss the complaint and investigator’s report. The investigator should be available to answer any questions and clarify any ambiguities. The trustees may choose to invite the complainant (and companion) to be present for at least part of the meeting, to explain their complaint in person and address the trustees on how they think it should be resolved. 

d. Decision. The trustees should decide, in consultation with the Manager(s) and administrator, what action to take, if any. (The trustees may opt to exclude another trustee, to enable them to handle any subsequent appeal.) Professional or legal advice may be sought, but responsibility for the decision rests with the committee.
• If the complaint relates to the terms of statutory registration (see below), the trustees must inform the complainant of the outcome of the investigation and decision within 28 days of receiving the complaint. 
e. Appeal. If a parent/carer feels their complaint has not been handled satisfactorily, they should write to the Chair explaining the nature of their dissatisfaction. They should then be invited to explain this in person to an appeal panel. This should be chaired by someone outside the prior procedure (eg, another trustee), and should include at least one other person, ideally from outside the pre-school (eg, the Children’s Centre, or Devon County Council Early Years & Childcare Service). The panel may opt to confirm the original decision, modify it, or revoke it entirely. The panel should inform the trustees and complainant of their decision in writing, with reasons given. 
f. Mediation. At any point in the process, the trustees or the complainant may request the presence of a mediator. Mediators can work within proceedings, or these can be suspended to allow for mediation. They should be neutral and mutually acceptable (eg, Devon County Council Early Years & Childcare Services; the Pre-school Learning Alliance; or the Advisory, Conciliation & Arbitration Service). Their role is to facilitate discussion, helping both parties understand each other’s perspective and reach an accommodation. 

2. Complaints to Ofsted. If a complaint is sufficiently serious, or a parent/carer is dissatisfied with the outcome of a formal complaint to the trustees (including appeal), they may refer the complaint to the regulator, Ofsted (0300 1234666 or enquiries@ofsted.gov.uk). Complaints may be anonymous, but it helps investigations if the complainant gives their name. For information on complaints to Ofsted, see Concerns and Complaints about Childcare Providers (www.ofsted.gov.uk/parents).
a. Ofsted’s Jurisdiction. Hatherleigh Pre-school CIO is on the Early Years Register (0–5). If a complaint relates to the terms of this registration – especially if it alleges that the pre-school is failing in its duties under the Early Years Foundation Stage (EYFS) – Ofsted will investigate. Ofsted itself can advise on whether or not a specific complaint falls within its jurisdiction. 
b. Ofsted’s Procedure. Where a complaint involves child safety, Ofsted investigates the issue itself. Where a complaint involves the breach of registration requirements in other ways, Ofsted instructs the pre-school to investigate and report back. If the pre-school’s report is unsatisfactory Ofsted itself investigates; otherwise, it reaches a decision, based on this report, as to what (if anything) must be done to meet the requirements. It can set actions (or send a legal Welfare Requirements Notice) which the pre-school must perform to remain registered; it can alter the conditions of registration or even cancel it altogether; or it can prosecute if a criminal offence has been committed.


This policy and the provision’s practices will be reviewed periodically and kept up to date in accordance with any changes in legislation, and was signed and approved by:
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(on behalf of the trustees of Hatherleigh Pre-School CIO)

Date to be reviewed: March 2026

	
	
	




